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Final Capstone Project Title and Abstract
Research to Assess Multipurpose Senior Service Program Client Needs
Health Projects Center is a non-profit corporation established in 1980 with the primary aim to support
Monterey County residents ability to age safely at home. The Multipurpose Senior Service Program
serves seniors who are 65 years old or above. The micro level problem includes too few seniors in
Monterey County are able to access needed support services. Macro level problem includes too many
seniors facing shortages in long-term home health care. This research project aims to inform Health
Project Center about their current client’s needs and the types of services that could be added to meet
those needs. Surveys were used to ask clients how satisfied they are with the current services and what
new services are needed. The expected short term outcome is to increase HPC case manager awareness
about client needs. Findings include learning that clients are satisfied with most of their services and
want emotional support services added. Recommendations include advising Health Projects Center to
expand their services and follow up with clients.
Keywords: Health Projects Center, Multipurpose Senior Service Program, long-term home health
care, emotional support services.
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Agency Information and Partnering Organizations
Health Projects Center is a 501(c)(3) non-profit corporation established in 1980. Their mission is
to “support people as they age to live safely at home by delivering high quality services and programs in
the Monterey Bay Region” (cite). Their vision is to “seek a community where people age at home with
dignity and good health” (cite). They seek a community where all people receive supportive health and
social services in the least restrictive environment possible (Health Projects Center, 2021). Health
Projects Center has 3 programs, the Del Mar Caregiver Resource Center, Multipurpose Senior Service
Program (MSSP), and AIDS Medi-Cal Waiver Program. Del Mar Caregiver Resource Center provides
services to families who have a loved one that suffers from neurological conditions. The AIDS Medi-Cal
Waiver program provides services to those who suffer from HIV or AIDS. The Multipurpose Senior
Service Program provides services to elders so they can age safely and comfortably at home. MSSP
offers a variety of services including care management, minor home/repair maintenance, transportation,
supplemental in-home chores, personal care, protective supervision services, respite for caregivers,
home delivered meals, communication devices, and money management. Health Projects Center
collaborates with a variety of organizations, for example, Meals On Wheels, Lifespan and ADT Security
Services.
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Communities Served: Demographic Profile and Needs Analysis
The community that is primarily served by the Health Projects Center is the elderly who are 65
years old and above. In 2021, MSSP provided services for about 155 enrolled clients. About 61% (80) of
these clients identified themselves as Hispanic, which makes up the majority of clients. Asians made up
5% (6) , African-American made up 2% (2), Caucasians made up 25% (33), Native Americans made up
0.5% (1). While the rest of the clients checked off “Other” or “Unknown” which was about 8.4% (10).
According to the demographic data, most clients are English and Spanish speaking as well. Making up
95% of clients combined. Tagalog and Ilocano made up the rest of the 5%. As for religion, Catholic
made up 20% (24), Christian made up 9% (11), and Baptist made up 3% (3). The rest of the clients
checked off “Other” or “Unknown” which made up 68% (62). One last demographic fact about the
community served is that 56% (77) are U.S Citizens, 6% (8) are permanent residents, 6% (8) are
permanent aliens, and the rest refused to answer or chose “other” which made up 32 (57).
Problems that MSSP clients face, and the general senior population face, include physical
impairments. According to data, almost 43% of adults aged 80 and over have physical limitations. This
is when a senior may be unable to walk and needs a walker for assistance. Or they have an inability to
do regular everyday activities, such as cooking a meal, household chores, and personal care activities
like bathing. All of these activities include moving around, something 2 in 5 seniors have a difficult time
doing (CDC, 2020). Seniors also have health problems such as urinary incontinence (Jpanayotov, 2020).
Other problems include being unable to communicate with emergency services when suffering a fall.
According to data, about 36 million falls are reported among older adults each year (CDC, 2020). Other
issues faced by clients would be sensory impairments. According to data, 94% of seniors demonstrate at
least one sensory deficit (Correia et al., 2016).
Community assets that are available for Health Projects Center clients include hospice care. This
is care that focuses on comfort and quality of life of a person with a serious illness who is approaching
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the end of life medical transportation. Communication, these are button devices from ADT Security
Services provided to clients that makes it easier to call for help in case of emergency. Home delivered
meals, since clients have physical limitations, cooking a meal may seem like an impossible task. These
services are important because it helps the clients live and age safely and comfortably in their own
home, which is the Health Projects Center mission and vision.
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Capstone Project Description & Justification
This is a research project that assessed existing services by researching current satisfaction
levels to determine if current services are adequate and what types of new services could be added.
Primary components include researching best practices and services that are currently being
provided for seniors to better improve their quality of life. The next component was sending surveys
out to clients to determine how satisfied they are with current services and if they are in need of any
services currently not being provided by MSSP. Case managers then were surveyed and asked if the
research findings increased their awareness on client needs and satisfaction levels. The stakeholders
most interested in this project would be the agency leadership, clients, and case managers. Agency
leadership benefits by understanding the needs of their clients and possibly expanding their
collaboration with services based on client responses. Clients will benefit because their needs will be
met with new programs/services and will receive better care from their case manager. And lastly
case managers will be able to better communicate and take care of their clients current needs after
examining the research findings. Figure 1 below shows the problem model.

Figure 1. Problem Model
CONTRIBUTING FACTORS TO
AGENCY PROBLEM

● Lack of funding for
senior services
● Seniors and caregivers
lack knowledge
● Growing number of
seniors
CONTRIBUTING FACTORS TO
BROADER PROBLEM

●
●
●

Shortage in nurses
“2030 problem”
Financial barriers

AGENCY-SPECIFIC
“MICRO-LEVEL” PROBLEM
ADDRESSED BY PROJECT

Too few elders in Monterey
County are able to access needed
support services to age
comfortably at home
BROADER “MACRO-LEVEL”
HEALTH OR SOCIAL PROBLEM

Too many seniors face
shortages in services for long
term home health care.

CONSEQUENCES TO
AGENCY/CLIENTS IF PROBLEM IS
NOT ADDRESSED

● Decrease in quality of life
● Increase isolation
● Increase in mental health
issues
CONSEQUENCES TO SOCIETY IF
PROBLEM IS NOT ADDRESSED

● Overwhelming economic
burden
● Increased rates of premature
mortality
● Senior homelessness
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For the micro-level problem, there are only a handful of elders receiving MSSP services in
Monterey County that has an elder population of about 60,000 (World Population Review, n.d). The first
contributing factor is the lack of funding for senior services. Since HPC is mostly state funded, they
have to make difficult decisions on what services and programs they are able to fund. This means not a
lot of money goes towards MSSP and their services. The second contributing factor is seniors and
caregivers lack knowledge in long-term care.
As stated in an article “W
 hen long-term care is needed, many older adults and their families are
hit with the realization that Medicare does not cover it” (Travers, 2020). Families assume that because
one has Medicare or other insurance it will cover long-term care, but the sad reality is there are many
barriers put by health insurances to deny covering costs and spending money. Especially since Medicare
is a popular insurance, about 42% of those enrolled are seniors (Wang, 2021). This means those seniors
enrolled do not get coverage to go into nursing homes indefinitely because they are disabled or can no
longer take care of themselves, they do not get coverage in assisted living or adult daycare. They also do
not get coverage for daily custodial care, such as assistance with eating, bathing and dressing.nHealth
insurance in the United States has a long way to go towards improvement.
MSSP provides services from little to no cost, which greatly help the elderly population who are
struggling financially. Currently, MSSP has about 1,500 MSSP clients if Monterey and Santa Cruz
county are combined. This is an issue because it does not address the growing number of seniors which
is the third contributing factor to the micro problem. According to data, between 2010 and 2020, the
number of people over age 55 grew by 27% (Frey, 2022). Since MSSP only serves 2.5% of the Santa
Cruz and Monterey County senior population, the percentage is expected to drop as senior population
increases.
The consequences to this are decrease in quality of life, mental health issues and increase in
isolation. These factors are important because long term care helps meet both the medical and
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non-medical needs of people with a chronic illness or disability who cannot care for themselves for long
periods of time. Without long term care seniors are unable to have a good quality of life and can increase
overall health issues. Especially since the senior age is a sensitive time, where they must lead a healthy
life without worries (CARE, 2015).
The macro problem as stated in the problem model is too many seniors face shortages in services
for long term home health care. A contributing factor to this is the shortage in nurses happening in the
United States and even globally. Before the 2020 pandemic, there was estimated to be a 6 million
shortage of nurses and an estimate of 5 million are due to retire in the next couple years (Nebehay 2021).
In the same article, nurses were asked if they had an intention to leave, 30% of nurses replied with an
intention to leave.
Another contributing factor to the macro problem is the “2030 problem”. This is a problem that
society will face in the year 2030 when the senior population will double what it is currently. Society
will not have sufficient resources to serve the growing population (Knickman, 2002). This is an issue
because there will be many seniors that will lack needed long term care supportive services that are
recommended for a senior to live a long and healthy life. It is best to address the problem now instead
when seniors are looking for care in 2030.
One last contributing factor is the financial barriers seniors face. According to data, there are
currently 15 million seniors in the U.S who are living at or below 200% of the federal poverty level
(NCOA, 2021). 200% is making $33,000 a year or less. This number is an unrealistic income for
seniors, to put this in perspective, it costs about $54,000 for home health aide and $19,000 for adult day
care services (MarketWatch, 2021). There is no possible way seniors could afford rent, food and services
while making $33,000 a year.
Consequences to these factors are premature mortality, since seniors will be facing a shortage in
services in the future they will not get the proper care and cause them to pass away very early in their
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senior stage of life. Another consequence related to this is the economic burden society will face, as an
article states “social security payments will increase, medical care insurance costs will grow, the burden
associated with uncovered medical expenses such as pharmaceuticals will become quite serious, and
long-term care costs will grow” (Knickman, 2020). When costs increase, seniors will be unable to pay
for these services and struggle mentally and physically. The United States Congress has yet to confront
the issue (Person, 2013).
The purpose of this project is to compile a report on my research findings about assessing the
needs of clients and identifying if they are adequate and if case managers have gained awareness. The
short term objective is to increase case manager awareness in client satisfaction and client needs. The
intermediate outcome is for the agency leadership to develop a strategic plan to expand or improve their
services.The long term outcome is for the agency leadership to have expanded their services where. If
the long term outcome is reached the agency will greatly benefit because they will be able to expand
their programs and services to meet client needs and will also increase their client numbers. Clients and
the community will benefit as well because they will have services available to them that are actually
needed and will increase the number of elderly aging and living safely in their own home.
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Project Implementation Plan and Scope of Work
The method that will be used in this research project is surveys. These surveys will include
questions that will determine if clients are satisfied with their current services and if there are any other
services that are not already in MSSP, could be added to improve the effectiveness of the agency and
improve the rate of clients aging at home comfortably and safely. Case managers will also be surveyed
after to determine if the client responses were useful and if they learned anything new about their clients
needs. After the research is completed, the data will be analyzed and turned into a research report and
will conclude what programs or services are needed based on client responses. This research report will
be turned into my mentor. In order for this project to be successful, a qualitative data collection method
will be used (surveys) to gather input from clients on their satisfaction level of current services and
determine potential community partners (Toleman et al., 2019). Qualitative data will help answer
questions like "why is this program needed" or "how can it help clients more" (Cleland, 2017). It is more
effective to receive explanations to answers instead of just “yes” or “no” answers.

The project participants include project leader (myself),Claudia Mendez(mentor), clients and case
managers. Project leader will be coming up with survey questions for clients and case managers,
compiling data into a research report and turning it into Claudia. Claudia will provide information
needed to have a successful project and will also provide approval and feedback for every step of the
project. Clients will provide the information needed through surveys that will be sent out. Case
managers will be presented client survey results and answer if they have increased their awareness.

Not many resources were needed for this research project, no funding was needed, only
personnel time, feedback and approval from Claudia and survey tools. 5+ hours were spent every week
to ensure the project's success. Feedback and approval from Claudia and instructors helped to improve
the surveys so clients would respond. The tools needed to develop the survey, since MSSP did not have
a client satisfaction survey, were provided in the agency office and also the envelopes and stamps.
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Potential challenges include not having enough participants or not receiving enough surveys back from
clients and case managers to conclude with sufficient findings for the agency.

Page 11 of 26

Project Assessment Plan
Project Description
As mentioned before, this is a research project that will assess MSSP client satisfaction and
needs to determine whether current agency services are adequate. Too few elders in Monterey County
are able to access needed support services to age comfortably at home. The main deliverable of this
project is a report that compiles the research findings on client needs. This project was estimated to be
finished on April 20th 2022.
Expected Outcomes

Short term outcome
Increase case manager
awareness of client
needs.

Intermediate outcome

Long-term
outcome/Impact

Agency develops a plan to expand
or improve their services

Agency collaborates with new
services based on survey
responses

The short term outcome is to increase case manager awareness of client needs. This statement
asks if case managers understood their clients satisfaction and needs based on the client survey
responses. The intermediate outcome is for the agency leadership to develop a plan to expand and
improve their programs and services. Following the examination of the results, is there space in the
agency’s budget to possibly contract vendors who provide what clients expressed they needed. The long
term outcome is for the agency leadership to collaborate with new services based on client survey
responses.
Outcome Measures
The outcome measure of this project is the case manager level of awareness, was awareness in
client needs and satisfaction gained or not. The method used to assess the case manager level of
awareness was by surveying case managers.
Data Collection and Analysis
Page 12 of 26

The method used to collect this data was surveys, for both clients and case managers. Clients
were asked to rate their level of satisfaction on the services they received via a likert table, the services
that were available to be rated were minor home repair/maintenance, transportation, supplemental
in-home chore, personal care, and protective supervision services, respite for caregivers, home delivered
meals, communication devices and money management. The options to rate these services ranged from
very unsatisfied, unsatisfied, neutral, satisfied, very satisfied and not applicable, since not all clients
receive the same services. Clients then were asked to write down any additional services they need that
are not part of MSSP. For the case manager survey, they were asked to review the results of the client
survey and answer yes or no when asked if their awareness on client needs and satisfaction increased.
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Findings, Assessment Results, Recommendations, Conclusions
Findings
Paper surveys were sent to 50 clients and there was a 32% (16) response rate. 50% (8) of those
responses wrote down services needed. When examining the satisfaction level results from the likert
table provided to clients in the survey, which can be seen in the appendix, clients were mostly satisfied
or very satisfied with the services provided to them. For minor home/repair maintenance, 1 client was
satisfied, 2 clients were very satisfied and 13 chose not applicable. For transportation services, 2 clients
were satisfied, 2 were very satisfied and 12 chose not applicable. For supplemental in-home chore,
personal care, and protective supervision services, 4 clients were satisfied, 4 were very satisfied and 12
chose not applicable. For home delivered meals, 1 client was satisfied. 1 was very satisfied and 14 chose
not applicable. For respite for caregivers 1 client was unsatisfied and 16 chose not applicable. For
communication devices, 1 client wrote unsatisfied, 2 wrote down satisfied, 5 wrote very satisfied and 8
wrote not applicable. Lastly, for money management, 1 client was very satisfied and 15 chose not
applicable. As mentioned before, clients are mostly satisfied with their services, except with a couple
who were unsatisfied.
The last and most important finding is from the last question that clients were asked in the
survey, which was to write down any services they needed that are not available in MSSP. Results are
shown in Figure 1 below.
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Figure 1. Services Needed By Clients

Emotional support services was requested by 50% (4) clients. Types of emotional support that
could be provided to clients include helping them find a service animal or a therapist where they could
receive emotional support. Housekeeping was the next service requested by 25% (2) of respondents.
This could be because many clients have physical impairments so doing housekeeping or light house
chores could feel like an impossible task.
The last 2 services requested were transportation, requested by 12.5% (1) and personal
grooming, requested by 12.5% (1). Transportation could mean receiving transportation to errands,
important meetings or any other reason for transportation. For personal grooming, this could mean,
getting a haircut, taking a shower/bath, getting their nails cut and shaving. Since many have physical
limitations, as mentioned before, or vision problems it could be hard to maintain hygiene.
Another interesting finding was that some clients had a hard time completing the survey, as a
number of those who received the survey requested assistance during the first week the survey was sent
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out. This might indicate that many clients may not have properly filled it out or chose to not answer
questions due to not understanding the survey.
Assessment results
This project reached the expected short term outcome, which was increasing case manager
awareness in client needs and satisfaction, making it a success. This was reached by analyzing the case
manager survey results, which were distributed after the client results were gathered and analyzed. 80%
(4) of case managers responded with “yes” when asked if they have gained awareness on client needs
and client satisfaction levels. 20% (1) case manager responded with “no”, they did not gain awareness of
client needs and satisfaction levels.
After receiving these results, I developed a capstone project report for my mentor, which
explained the process and results of the project. When having the informational interview with my
mentor she reviewed the report and mentioned the capstone was very successful, effective and
informational and could be useful to the agency board of directors where she would attempt to present it
to them.
Recommendations
One recommendation to the Health Projects center would be to continue the project. HPC could
continue to use the surveys periodically to learn about client satisfaction and needs. Before that though,
they must improve the survey to avoid client confusion in the future, which was a challenge of mine
when I first distributed the surveys. A second recommendation is for HPC to follow up with clients
where they reported dissatisfaction in a service, for example respite for caregivers. A third
recommendation would be to expand and collaborate with agencies to offer services that clients
expressed they needed, like emotional support and housekeeping. One last recommendation to HPC
would be to start to develop a strategic plan to prepare for the expected increase of clients in the future.
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Conclusions
Some important insights I gained while developing this project was that it is okay if I do not have
a set vision of the project's direction from the beginning of it. I would get frustrated because I felt like
the project was leading nowhere, but in reality the project is supposed to take many different directions.
Throughout the implementation process the project had to change, initially I was going to call agencies
but somehow along the way it turned into researching client satisfaction. I had to change interviewing
clients to sending surveys for more accurate results and many other changes. My insight was to not be
afraid of change especially when developing a year long project.
A challenge that pushed me out of my comfort zone was having to constantly communicate with
case managers and my mentor. I am not one to put my foot down in situations but there were certain
times where I needed approval from my mentor and she was not replying to my emails and I had to
message her privately through teams or her phone number that I needed approval and signatures.
Advice I have to future CHHS students and interns is to not be afraid of change as explained
earlier and to manage time wisely. It gets hectic the last 2 months when graduation is near and if
capstone assignments and reports are unfinished it will cause so much stress. Make sure you are on time
with all assignments.
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Results from client survey
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Unsatisfied

Satisfied

Very Satisfied

Not
Applicable
(does not
receive
service)

Minor
Home/Repair
Maintenance

1

2

13

Transportation
Services (ex:
rides to
appointments)

2

2

12

Supplemental
In-home chore,
personal care,
and protective
supervision
services

4

4

8

Home delivered
meals
(ex: meals on
wheels)

1

1

14

Respite for
caregiver
(ex: central coast
senior services,
lifespan care, etc)

1

Communication
Devices (ex:
ERS button)

1

Money
Management

Somewhat
Satisfied

Neutral

15

2

5

8

1

15

Case Manager Survey
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